In the Claims: 

Please amend claims 1, 3, 7, 8, 20, 22, 23, 25, 26, 27, 28, 29, 30, 31, and 32, as set forth 

below. 
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1 . (Currently Amdhded) A method, in a data processing system having a plurality of computing 
nodes , of managing incoming calls for an organization having a plurality of departments^ an 
organization database] and a plurality of agents, the method comprising the steps of: 

receiving oneW more incoming calls by a call manager object, a call manager object 
being present in each Af fhe plurality of computing nodes ; - 

creating aii/isso\iated /al^ofe^t for each incoming call in response to receiving the 
incoming call; 

playing to the callW a voice m^nu describing a plurality of selection items in a 
departmenttable corresponding to'C department in the organization, each call object including 
the^egartment table with whit& the call is currently associated; 

receiving one or*more^ input signals from the caller in response to the voice menu played 
to the caller; and V '"" 

managing the incoming\call according to a call-management policy based on the 
information contained in the tab\e and the input signals from the caller to attempt to reach one of 
the plurality of agents of the organization. 



1 



2. (Original) A method of managing incoming calls as recited in claim 1, wherein the step 
of receiving an incoming call includes the steps of: 
listening for an incoming call; and 
4 connecting to the Incoming call when it occurs. 



3. (Currently Amended) A method of managing incoming calls as recited in claim 1, wherein the 
step of receiving one or mora input signals from the caller includes the steps of: 
receiving a selection event from the caller bv the call object ; and 

determining from the selection event which of the selection items in the department table 
was selected by the caller. 
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1 4. (Original) A method of managing incoming calls as recited in claim 3, wherein the 

2 selection event is a DTMF tone produced by the caller. 

1 5. (Original) A method of managing incoming calls as recited in claim 3, wherein the 

2 selection event is a recognized voice input from the caller. 

1 6. (Original) A method of managing incoming calls as recited in claim 1 , 

2 wherein the table includes alternate routing information; 

3 wherdjdih^ step of managing the incoming call according to a call-management policy 

4 includes th^srep< 

5 determining if an \cnt is available according to the department table described in the 

6 voice menu; 

7 if the agent is available, 

8 obtaining the agent's directory number from the table, transferring the call to the agent, 

9 and disconnecting*om the call; and 

10 if the agent v& not available, 

1 1 handling the ball according to alternate routing information. 

"1 7. (Currently Amended) A method of managing incoming calls as recited in claim 6, 

wherein the alternate routing information includes voice mail box information and 
operator information; * 

wherein the stoh of handling the call according to the [information in the table] alternate 
5 k routing information includes the steps of: 

determining whether or not voice mail box is available for the department 
according to the table; 

8 if voice mailVs available, recording a message from the caller and storing it in the 

9 voice mail box; 

10 if voice mail isViot available, determining whether the operator is available; 

1 1 if the operator islavailable, transferring the caller to the operator; and 

12 if the operator is ijiot available, recording a message from the caller in the default 

13 mailbox disconnecting from the < 
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]1 8. (Currently Amended) A method of managing incoming calls as recited in claim 1, 
2) // wherein the organization has an oreanization database; and 

whejrein the plurality of agents includes local agents and one or more remote agents, each 
of which cam have access to the organization database. 




1 9. (Original) A method of managing incoming calls as recited in claim 8, wherein a remote 

2 agent is connected to the organization through an ISDN line. 

1 10. (Original) A method of managing incoming calls as recited in claim 9, wherein remote 

2 agents communicate information to the organization over the D-channel of the ISDN using X.25 

3 protocol. 

1 11. (Original) A method of managing incoming calls as recited in claim 10, wherein the 

2 information communicated includes agent status and queries not visible to the caller. 

1 12. (Original) A method of managing incoming calls as recited in claim 8, wherein remote 

2 agents can communicate to each other and to local agents over the Internet. 

1 13. (Onginal) A method of managing incoming calls as recited in claim 1 , 

2 - /t^ wheftein the incoming call has caller ID information associated with it; and 

3 //s V) ^ wher^n the step of managing the incoming call according to the call-management policy 

4 includes: 

5 transfeiring the incoming call to an agent based on the caller ID information; and 

6 disconnecting from the call. 

1 14. (Original) A method of managing incoming calls as recited in claim 1, wherein the 

2 department table ca\ contain Java objects. 

1 15. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java 

2 object in the table is a voice menu file. 
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1 16. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java 

2 object in the table is an XML object. 



1 17. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java 

2 object in the table is a file object. 




1 18. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java 

2 object in the table is another table object. 

19. (Original) A method of managing incoming calls as recited in claim 1, wherein the 
2 department tables are JDBC-accessible tables. 



20. (Currently Ajp^nded) A method of managing incoming calls as recited in claim 1, 
wherem me de^tment table has a plurality of rows and columns; and 
wherein aVow in tflfe department table is selected by the input signals from the caller; and 
wherein thdcolupms of the selected row contain information used by the call manager 

object to implementWie call-management policy. 

21. (Original) A method of managing incoming calls as recited in claim 20, wherein the 
olumns of theWected row include fields for specifying: 

a voice menu file for selected row, 
the availability of an agent, 
the agent '^directory number, 
the availability of another department and 
the availability of voice mail for the department for the call-management policy. 





1 22. (Currently Amended) A method of managing incoming calls as recited in claim 1 , wherein 

2 each call object is an element of an array of call objects managed by the call manager object . 
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1 23. (Currently Amended) A method of managing incoming calls as recited in claim 1 , wherein 
) 2 the call marlager object can invoke any one of the call objects to play a voice menu, record a 
^} \f caller mess ate, to transfer a call, or to obtain another department table for the call associated 
h w£ with the call object. 



24. (Original) A method of managing incoming calls as recited in claim 1, wherein the call 
vj 2 object is capabl\ of being coupled to an ISDN PSTN system and capable receiving notice of and 



3 responding direqtly to ISDN events upon their occurrence. 




1 25. (Currently Anfended) A method of managing incoming calls as recited in claim 1, wherein 

2 the call manager ob\ect is capable of being coupled to an ISDN PSTN system and capable of 

3 receiving notice of and responding directly to ISDN events upon their occurrence. 

1 26. (Currently Amended) A method, in a data processing system having a plu rality of computing 

2. nodes , of managing incoming calls for an organization having a plurality of departments, an 

3 organization database and a plurality of agents, the method comprising th e steps of: 

4 • (a) receiving an incoming voice call by a call manager object,, manager obiect)being 

5 present in each of the plurality of computing nodes ; 

6 ° (b) creating an associated call object for each incoming call in response to receiving the 

7 incoming call; 

8 o (c) playing to the caller a voice menu corresponding to a plurality of selection items in a 

9 department table for the organization, each call object including the department table with which 

10 the call is currently associated; 

11 o (d) receiving an input signal from the caller in response to the voice menu played to the 

12 caller, the input signal specifying one of the plurality of selection items in the department table; 

13 ? (e) determining whether or not an agent is available for the selected item in the 

1 4 department table; 

15 if an agent is available, 

16 7 (f) obtaining the agent's number from the department table and transferring the 

17 call to the agent and continuing at step (h); 

18 if an agent is not available and if another department table is available, 
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19 ? (g) obtaining another department table from the organization database and 

20 continuing at step (c); and 

1 7 (h) disconnecting from the caller. 

i 

27. (Currently Amended) A method of managing incoming calls for an organization having a 

2 plurality of departments, an organization database and a plurality of agents as recited in claim 26, 

3 further comprising the steps of: 

4 prior [subsequent] to step (h), 

5 if another department table is not available, (j) determining from the table whether 

6 department voice mail is available; 

7 if department voice mail is available, (k) recording a voice message from the caller; 

8 if department voice mail is not available, (1) determining whether an operator is available; 

9 if the operator is available, (m) transferring the call to the operator; and 

10 if the operator is not available, (n) recording a voice message from the caller. 

1 28. (Currently Amended) A [computer system configured to be a] call[-center] management 

2 system for an organization having a plurality of departments[, an organization database] and a 

3 plurality of agents, comprising: 

4 [a computer system including a main processor] a plurality of computer processing 

5 nodes ; 

6 an ISDN interface adapter connected t(( multiple ISDNEt ^hannels and at least one [the 

7 main processor] computer processing node ; 

8 a main memory [connected to the main processorj included in each computer processing 

9 node connected to an ISDN channel wherein the main memory stores a computer program 

10 instructing the [main processor] computer processing node to carry out the steps of: 

1 1 receiving an incoming call from a caller by a call manager object; 

12 creating an associated call object for each incoming call in response to receiving 

1 3 the incoming call; 

14 playing a voice menu corresponding to a plurality of selection items in a 

1 5 department table for the organization to the caller over an ISDN B-channel, each call object 

16 including the department table with which the call is currently associated; 
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detecting incoming signals from the caller on an ISDN-B channel in response to a 

voice message played for the caller; 

accessing the table based on the incoming signals from the caller; and 
connecting the caller to any available agent according to a call-management 

policy based on the table. 

29. ^Currently Amended) A [computer processing] storage medium for a data pr ocessine system 
havin\ a plurality of computing nodes, the medium T havel having stored thereon a program for 
managmg incoming calls for an organization having aplu rality of departmen ts, [an organization 
databastfl and a plurality of agents, ^progr am ^ nodejof [instructing 

the computer prp(iessing System] the data processing system and instructing each node to carry 
out the stens^f : 



recefo/ing one ofrwfe incoming calls; 

c/eatmg an a^ciated call objejet for each incoming call in response to receiving the 
incoming call;\ 

playingVo the caller a voice menu describing a plurality of selection items in a 
department table\correspondmg to a department in the organization, each call object including 
the department taode witp which the call is currently associated; 

receiving o^e^r more input signals from the caller in response to the voice menu played 
to the caller; and 

managing the mcoming call according to a call-management policy based on the 
information contained in the table and the input signals from the caller to attempt to reach one of 
the plurality of agents of\he organization^^ 



4> 



30. (Currently Amended) A computer processing storage medium [have stored thereon a 
prograAfor managing incoming calls for an organization having a plurality of departments, an 

3 organization database and a plurality of agents] as recited in claim 29, wherein the table includes 

4 agent availability information and alternative routing information. 



1 31. (Currently Ajnend^)^raall management software system for managing incoming calls to an 

2 organization having a phjral^ty of departments and a plurality of agents, the system comprising: 
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a caJLdbject associated with each incoming call, the call object including a plurality of 
call object Aethods and a table associated with a department, the table containing information to 
guide the manag^fteflTS^he incoming call; and 

^acallV^nager obj set 1 being present in each of a plurality of computing nodes and 
including a plurality of cffll manager object methods, the call manager object for creating a call 
object for eachpcoming call, for embedding the table into the call object and for invoking 
methods of the object based on the information in the table to attempt to transfer the call to 
an agent of the organization. 




32. (Currently Amended) A call management software system for managing incoming calls to an 
organization haAing a plurality of departments and a plurality of agents as recited in claim 31, 
further including V Java-ISDN interface program for implementing one or more of the call object 
methods in nativebode and for providing an interface which allows the call manager object and 
call objects to respotad to hardware events pertaining to the incoming call. 



1 33. (Original) A c^l management software system for managing incoming calls to an 

2 organization having a plurality of departments and a plurality of agents as recited in claim 3 1 , 

3 wherein the table is a JD^C-accessible table. 



1 34. (Original) A call management software system for managing incoming calls to an 

2 organization having a plurality of departments and a plurality of agents as recited in claim 3 1 , 

3 wherein the table contains Java objects. 



Page 9 of 17 



SV/285477.01 
54208.35 



